TABLE OF CONTENT

DECLARATION OF AUTHENTICITY OF FINAL PAPER ANDUPLOAD

AGREEMENT .ottt I
APPROVAL PAGE BY FINAL PAPER ADVISOR.......ccccoeiiiiiiiiieiienn 1\
APPROVAL PAGE BY FINAL PAPER DEFENSE COMMITTEE.............. v
ABS T RA G e, .. e . o7 g e e Vi
AB S T R A K e ..o rervsrrerserrernesne il B e 2
PREFACE .G umuu, ........................... o (SRS ... 3
TABLEOFCONMGERME ............... 4 S G ... oo X
LISTOEIEI GURISISS—— . .. S SSSSSe—— . S S Xiii
INSHGOEN AD L E —— . ... DS — . B Xiv
LHSTOEAPPENDIGESE. a7 ......... SOy S——" . ... S0 XV
CHAPTER | INTRODUCTION. ..ottt 1
1.1 Bagkground giPthe=Studyarmad. <ol B N N el ... 1
1.2 Problem HHEtIoN—"........ ..o comrrriree  ff Aef e et e e 5
1.3 Problem-Formpiton e (e et e e 6
1.4 Objective Of the RESEAICN .........coci it 6
1.5 Benefit Of the RESEAICN. .......ccoiiiiiiiee s 7

1.5.1 Theoretical BENETIT .........cccoiiiiiiiieieiee e 7

1.5.2 Practical Benefit.........ccoooiiiiiiiiieee e 7



CHAPTER Il LITERATURE REVIEW AND HYPOTHESIS

DEVELOPMENT ...ttt 9
2.1 Theoretical BaCKground ............cccovieiiiiiieiieie s 9
0 St |V -V =1 (] o SRRSO 9
2.1.2 MArketing IMiX .....cccuiiieiieie e 10
2.1.3 Product QUAIILY .....cccovviiiiiiieic e 12
2.1.4 ProliBu@iessss 5 B8 00 B S e s 18
2.1.5 Eust@merboyaltye™...................co . .o A B e 21

2.1.6 The Effect of Product Quality and Promotion on Customer Loyalty . 25

2.2 JPrevioUsSNRESCAlCHINm. ......................... . S(CCRSE . L0 ... 25
2.3 Hypothesis DEVEIORIIE................. /A Err e A W .. Ll .. 27
2.4 ReSEArCH MOUEN .......coiiiieiiie e e 28
2.5 Framework of ThinKINg.........ccocooiriiiiiii e 29
CHAPTER Il RESEARCH METHODOLOGY .....cocoooiiiieiieiiecie e 29
3.1. 'RescarchiBesign ...................../ . VUL " . sl ... .. 29
3.2. Population ang Sample 25— el W N, . Nl 29

3.2.1. - PopHIBHORS o ... i mairee s ol a et e 29

3.2.2 SaMDI M. . e e e 30
3.3. Data Collection Method...........cccciiiiiiiiiiiecee e 30
3.4. Operational Variable and Variable Measurement .............c.cccceeveveveciieennenn, 32
3.5. Data AnalysisS MEtNOd ..........cccooiiiiiiiiiice s 34

3.5.1 DeSCriptive STAtISTICS ......coviiveriirieiieieie et 34
3.6. Research INStrument TeSE ........ooviiiiiiiieee s 37

3.6.1 ValAITY TOST...ccuieiieieiecie et 37

Xi



3.6.2 Reliability TeSt......cieeieiiiee e 38

3.6.3 Classical ASSUMPLION TESE.......ccoviiiieiiieiieierie e 38
3.6.4 Multiple Linear Regression Analysis..........ccocoveiriiieienencnenennns 42
3.6.5 Determination TeSt........ccoiiiiiiiiieee e 43
3.6.6 HYPOLNESIS TESL.....ccviiieiiieie et 43
CHAPTER IV_RESEARCH RESULT AND DISCUSSION .......ccccceieernenne 45
4.1. General Review of Research Object............... Error! Bookmark not defined.
4.1.1. Bried Overview of PT Ammay Cemerlang Nusantara ...................... 45
4.1.2. Vision and Mission of PT Ammay Cemerlang Nusantara.................. 45
4.1.3. Organization Structure of the Company ..........ccocvvveivieiiieniiiens 46
4.1.4. JOD DESCIIPLION w.e.viiieiiiiiiesie sttt 46
4825 Resealich ResUligusmy ........0x....... [ S .............. EESC. . 48
4:2. 1 Descriptive SEELISIAEER ... . xINNEELANNN ... ........... .. 52
4.2.2 Result of Data Quality TeSTING........cceruererereriniiieieie e 67
4:2:8 FResult, of Hypothesis—T St e ot ih e e sarals e seeeees 74
4.3 Dis@SsIB . xmmmr T W T ... 77
CHAPTER V_CONCLUSION ..ottt 84
5.1 CONCIUSTON ...ttt 84
5.2 ReCOMMENUALIONS ......oviiiiiiiiiiicic e 86
REFERENGCES........oiovieeeeeoeseseeeseseseeesesesesesssssessssssssssse s 88

Xii



LIST OF FIGURES

Figure 2. 1ReSearch MOdel ...........oooooiiiieiiiieciees e 28
Figure 2. 2Framework of ThinkKing........cccocveviiieiiiie e 29
Figure 4. 1 Organizational Structure of PT Ammay Cemerlang Nusantara ......... 46
FIQUIE 4. 2ZHISTOGIAMS . ...c..veiiiieiieesteeie sttt et sneesneene s 68
Figure 4. 3NOrmMal P-P PIOt........ccoiiiiiiii e 69
Figure 4. 4 HeteroSCedastiCItyTeSt .......cccueiuiiiiiieieiie e e see st sre e see e 72

xiii



Table 1.
Table 3.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 5.

LIST OF TABLES

1 Promotion program of PT Ammay Cemerlang Nusantara 2021............ 5
1 Operationalization of Research Variables.............ccccccoveiiviiiiieinennenn, 33
1 Validity of Product QUality (X1).....ccerurvrereriiirierieesesisese s 49
2 Validity of Promotion (X2) ....c.coevereienieiese s 49
3 Validity of Customer Loyalty (Y)....ccooevveiieienieneeiie e 50
4 ReliabilityTest for Product Quality (X1) .....cccovnvirinieiinenene e 50
5 ReliabilityTest for Promotion (X2) ......cccoceverrinineiinineieseseseesieens 51
6 ReliabilityTest for Custoemr Loyalty (Y).....cccoovieiiiiiiiiieninenene 51
7 Characteristics Based 0n GeNder ...........ccocvviiiiiniieieie e 52
8 Characteristics Based 0N AQE ......cceiveiieiieiieieieese e ee e 52
9 Results for Each Question of Product Quality ...........cccccceveiviiieiiennnn, 53
10 Results for Each Question of Promotion.............cccoceeevvveivec e ciieenee, 57
11 Results for Each Question of Customer Loyalty ..........cc.ccocovvrininnne. 60
12 Descriptive Analysis for X1, X2 and Y ......ccccccevvvvvvieie e 63
13 Interval Class for Product Quality .........ccccocevveviiiiniieie e, 64
14 Interval Class for Promotion..........ccccevvienenesieneneeiese s 65
15 Interval Class for Customer Loyalty........c.ccocooniriiiiiiiiiiiene 66
16 Kolmogorv-Sminorv (K-S) test .........ccveriiiieiininieieiese e 69
EANMulColinearit-Test /7 ~ 0k T B S, o . . 70
18 HeteroscedastiCItyTESE ....ucuii it 72
£ ECR\ (ER 3T 8) o M1 (o 1 8 S UETH T i) (6] P TR 73
20 Coefficient of Determination ...........ccccovevveresieesieene e seese e 74
21 Coefficient Correlation Interpretation............c.cccecveveiveeveeieciieseennn, 75
22 T TEST. et 76
23 F TSt ittt et 76
1 Hypothesis TeSt RESUIL.........ccoiiiiiiiiieee s 77

Xiv



LIST OF APPENDICES

APPENDIX A RESEARCH QUESTIONNAIRE. ... A-1
APPENDIX B PRE-SAMPLING DATA TABULATION .........c..cooeeet. B-1
APPENDIX C FULL SAMPLING DATA TABULATION ................... C-1
APPENDIX D OUTPUT SPSS ... e D-1
APPENDIX ERSRAISIEES 5 05 .- 00 0V DR, L, . ............ E-1
APPENDIX.ENRTABLE ...... oo .. . oo ... ... E-1
APPENDIX G FTABLE ... E-1
APPENDIX NESENRNERIE .. ...................... ASSSSSSCSSSEC 4. % E-1

XV



